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Foreword 



The aim of ISO/IEC 20000 is to provide a common reference 
standard for any enterprise offering IT services to internal or 
external customers. In 2004, when Van Haren Publishing first 
produced a pocket book on the predecessors of this reference 
standard, the world was already highly inter-connected. 

Since then enterprises have taken even further strides to take 
advantage of the benefits of global relationships. This makes the 
need to embed a common set of terms and references within IT 
even more desirable — as the IT Advisory Board to Van Haren 
Publishing we therefore welcome this new edition. 

Any standard, in itself, will make no difference unless is 
understood and applied wisely and appropriately by those 
in the industry. As such we welcome this pocket guide which 
presents the standard in an easily digestible format that can be 
referenced easily. We believe it will be useful not only to experts 
within the area of IT service management but also by business 
managers and audit personnel who need to understand the 
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business objectives and their IT quality and service management 
objectives. 
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1 Introduction 



1.1 Purpose of this book 

The purpose of this book is to provide an easy to read 
document that explains the nature, the context, the purpose and 
interpretation of ISO/IEC 20000-1:2011. It should bring ISO/ 

IEC 20000, the international Information Technology Service 
Management (ITSM) standard, within reach of a rapidly growing 
global audience at a higher pace by providing an easy, accessible 
guide: 

• To promote the awareness and the applicability of ISO/IEC 
20000 as a valuable standard for service providers in the 
Information Technology (IT) industry; 

• To support ISO/IEC 20000 adoption, application and 
compliance initiatives, training, accreditation and 
certification: 

• To produce an easy to use interpretation of the core content 
of ISO/IEC 20000-1:2011 for any IT professional interested in 
the design and delivery of quality IT services; 

• To provide guidance when implementing and improving ITSM 
even when ISO/IEC 20000 certification is not the end goal. 

“ISO/IEC 20000-1:2011 - A Pocket Guide” is aimed at a broad 
range of IT professionals who are looking for guidance and 
direction to improve IT service quality. In addition, this book is 
aimed at customers and consumers of IT services who wish to 
gain insight into what they can expect from a service provider 
and for ways to distinguish between different service providers 
providing the same services. 
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The contents of this book along with the standard may be 
applied: 

• When at the very beginning of your ITSM journey, in 
particular when seeking a measuring stick to objectively 
visualize improvements or when seeking a compass to steer 
you towards your intended service improvement goals and 
objectives 

• When looking for ways to boost your (stalled) ITSM adoption 
initiative, in particular when ITSM successes are hard to 
quantify and qualify or when momentum is (about to be) lost 

• When looking for ways to continuously improve your levels of 
IT process efficiency and effectiveness, your service quality 
levels and your customer satisfaction levels 

1.2 Structure of this book 

The book starts with an introduction to ISO/IEC 20000 by 
describing its nature and purpose (this chapter). This covers the 
structure, the history, and the purpose of ISO/IEC 20000, as 
well as the standard’s contributions and who will benefit from it. 
Chapter 2 provides an overview of the standard. 

The following two chapters address the environment of ISO/ 

IEC 20000 by putting it in context. Chapter 3 explains how 
ISO standards are developed. Chapter 4 explains the meaning 
of accreditation, certification, assessments, audits, scoping and 
applicability. 

The remaining chapters cover the interpretation of the standard. 
This involves the relations with the Information Technology 
Infrastructure Library® (ITIL®) and Risk Management: the 
alignment with ISO 9001 and ISO/IEC 27001 (Chapter 5): 
communications requirements for the service provider 
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